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Abstract (en)
Calls or other communications requiring a particular skill for handling are placed in a corresponding skill queue in a call center. One of a plurality of
different values is assigned to each of the communications in the skill queue, with each of the values corresponding to a particular level of priority
for access to the skill. For example, high, mid and low values may be assigned for communications placed in a technical support skill queue. A
given communication is selected from the queue as a function of the assigned values, time advantages associated with the values, and the wait
times of the communications in the queue. This communication selection process may include, for example, identifying communications in the
queue which are candidates for out-of-order selection, computing an adjusted wait time for each of the identified communications, and selecting the
communication with the highest adjusted wait time. The adjusted wait time for a given communication may be computed as, for example, a sum of
the wait time for that communication and an advantage adjustment associated with the corresponding value. The selected communication may be
placed in a call selection consideration pool for a multi-skill agent. <IMAGE>
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